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Abstract 
This study examines the mediating effect of perceived ease of use on the relationship between tax service quality and online tax 
system. A total of 206 surveyed data was analyzed using structural equation modeling. The result shows that perceived ease of use 
has a significant mediating effect on the relationship between tax service quality and online tax system, and tax service quality has 
a positive significant relationship with an online tax system.  This study contributes to understanding the effective usage of  the 
online tax system through  self-employed taxpayers that leads to increase in tax compliance and revenue generation in Nigeria. 
© 2015 The Authors. Published by Elsevier Ltd. 
Peer-review under responsibility of GLTR International Sdn. Berhad. 
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1. Introduction 
Online tax system has received a great attention globally through the development of information technology, which 
affects the tax administration system. With the emergence of information technologies (IT), it is possible for the tax 
administrators to improve tax administration system by creating awareness about their tax structure that most of the 
taxpayers have limited knowledge about (Adeyemi, 2013). Information technology is making advancements and 
services offered to the citizen are getting unassuming (Egowan, 2011). The use of information technology has given a 
new perspective to the development and integration of Nigeria's tax administration system. Tax administrators 
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understanding of the online tax system (OTS) is to improve the level of the service provided and encourage the users 
of the system to comply which lead to the increase on revenue generation.  
Online tax system is referred to as the transmission of tax information directly to the tax administration using the 
Internet (Edwards-dowe, we, 2008). The online tax system makes an effective impact on the economic toward 
improving the level of income generation and tax compliance by the taxpayers. This is because of its convenience, 
time saving, cost effectiveness from both the tax administrators and the taxpayers (Azmi, 2012)    There are three main 
latent construct to be addressed in this study, which includes tax service quality, perceived ease of use and usage of an 
online tax system.  
The research questions for this study are (1) Do perceive ease of use significantly influences the usage of online 
tax system (2) Is there a mediating effect of perceived ease of use on the relationship between tax service quality 
towards an online tax system (3). What is the influence of tax service quality of the online tax system? These questions 
are being answered with the general objective of the study, which is to examine the mediating effect of perceived ease 
of use on the relationship between tax service quality and online tax system. The specific objectives are (1) to examine 
the significant relationship between perceived ease of use and online tax system usage, (2) to examine the mediating 
effect of perceived ease of use on the relationship between tax service quality and online tax system usage and (3) to 
examine the relationship between tax service quality and online tax system. 
2. Tax Service Quality 
Tax service quality (TSQ) can be defined as entire taxpayers' perceptions or evaluation associated with electronic 
service connection with the Internet marketplace (Zeithaml, Parasuraman, & Malhotra, 2002).  Burgess & Stern, 
(1993) explained that TSQ is more than the association between the application of electronic service with the internet 
marketplace, instead they opined that taxpayer’s assessment of the level of tax administration. The measurement of 
tax service quality from Parasuraman framework serves as the initial element of service quality, which is used in this 
study. Hence, this study incorporate perceive ease of use from the Theory of Acceptance model to be an important 
variable that could mediate the relationship between the tax service quality and the online tax system. A number of 
different items happen to be developed in order to measure tax service quality as a second order factor (Obid & 
Bojuwon, 2014). Ulrike Bauernfeind, Mayr & Zins (2006) examines the extent of tax service quality measurement 
using structural equation  modeling to find the existing relationship between efficiency, information quality, security 
and usability.  
In addition, Warrington et al. (2012) opined that research on service quality must always include the perspectives 
of both the provider and the receiver. Azmi (2012) suggested that a system that is perceived useful and easy is 
important for taxpayers to voluntarily e-file their taxes. Katono (2011) study focused on the e-service quality 
dimension that may influence the effectiveness of automatic teller machine using the triangulation approach of both 
qualitative and quantitative methods to address the reliability of the machine location, responsiveness of the system 
and the information provided.  According to Azmi, (2012) most scholarly work done about the topic  online tax system 
are associated is with e-service quality to evaluate the level of their performance.  
In this study, tax service quality (TSQ) component factor such as responsiveness, reliability and informativeness 
will be explained in order to gain insight to the measure of the factor (TSQ) in the next subheading. This is because 
these factors are used to measure tax service quality, which is the independent variable in this study. 
2.1. Responsiveness 
Responsiveness is aimed on how fast are the tax administrators in responding to any inquiries made by the 
taxpayers. Responsiveness are referring to the preparedness of self-employed taxpayers to accomplish a goal in an 
accurate and timely manner. More so, how friendly is the system in terms of format with the response when there is a 
need to update the taxpayer’s status concerning the payment, location and mode of payment of their tax. Liljander et 
al (2006) examined the quality of dimension of responsiveness in terms of the response to feedback. The factors such 
as responsiveness deserves more attention with respect to tax service quality (Parasuraman et al. 1988). The accuracy 
and timeliness of the self-employed taxpayer means that they respond to the payment of their tax return through the 
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use of the online tax system to the tax administration. Self-employed taxpayers who use the online tax system all times 
desire speedy log-on, access, search, and Website download 
2.2. Informativeness 
Informativeness is referring to the quality of information provided and available on the online tax system website 
which has been presented by the tax authority for filing in of their tax return (Barrios, 2010). In other words, it refers 
to the quality of information that is available on carriers’ or producers’ websites, presented by producers when meeting 
with potential clients and described by call center representatives (Parasuraman et al.1988). The clarity and the 
completeness and the presentation style of the information itself are all considered by users. The degree to which tax 
authority provides taxpayers with capable and helpful information with timely understanding possible benefit to be 
derived from the service provided by the tax administrators. Online tax system which is more accurate, relevant and 
convenient to use are more effective when the information provided is in the interest of the taxpayers (Negash., 2003).  
2.3. Reliability 
Reliability is the process by which the system has the ability to assess it administration function accurately and 
dependably by evaluating the requisition (Miazee & Rahman, 2011). The finding  of  Miazee & Rahman, (2011) is 
consistent with the view of Parasuraman et al. (1988) that itemized reliability to be the most significant measurement 
in all service's quality dimensions. However, this is adapted to keep the taxpayers with up-to-date tax information 
since it is the ability to perform based on its dependability and accuracy. Jupiter Communications as cited in Bettua 
(1999) stated that, 23% of the sites did not respond to email at all, and that a further 15% took five days or more to 
respond. Tax service quality important because when evaluating an innovation, there is the need to know how reliable 
the system to meet the purpose of its adoption. Hence, reliability is an important variable to evaluate the quality of the 
online tax system. 
 Finally, Reliability, Responsiveness and Informativeness are integrated into Tax service quality is the observed 
variable to measure its relationship with perceived ease of use and online tax system. Therefore, this study is using 
the three components as its measure. 
3. Perceived ease of use 
Please make sure that you use as much as possible normal fonts in your documents. Special fonts, such as the fonts 
used in the Far East (Japanese, Chinese, Korean, etc.) may cause problems during processing. Perceived ease of use 
(EOU) is the degree to which a potential adopter views the use of  target technology to be relatively free of effort  
(Davis, 1989). Perceived ease of use has also been found as  antecedent to technological factors in study by (Bojuwon 
& Obid, 2014). If taxpayers perceived  online tax system to be easy to use and is less complex, there is a high likelihood 
of it being accepted and used by potential users (Agarwal & Prasad, 2000). Hence, this will lead to increase in tax 
compliance and increase in revenue generation because the self-employed taxpayers feel the ease of using the online 
tax system in filling in their tax return. It has been widely examined as  a determinant of behavioral intention  in 
technology acceptance (Lai, Obid, & Meera, 2004). 
Therefore, studies on adoption of an online tax system has found EOU to have a significant influence on the use of 
technology (Carter & Belanger, 2004). Studies on  factors affecting consumers’ behavioral intention in adopting 
broadband in Pakistan (Dwivedi, Williams, Weerakkody, Lal, & Bhatt, 2008) researchers use EOU as one of the 
control constructs and found it to have a significant effect on the use of information system. Also, in a survey of the 
perceptions of 97 respondents in Sungai Petani, Kedah towards e-filing Zakaria & Hussin (2010), EOU was found to 
be significant in a single stage model. A similar finding was found in the earlier reported study by Ojha et al. (2009). 
The finding shows that young Indian professionals’ effort in using e-tax filing was determined by the perceived ease 
of use, compatibility, and relative advantage, perceived innovativeness of information technology and performance of 
the e-filing system. 
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In summary, perceived ease of use is used as a mediating variable to examine its effect to see either it has a full or 
partial mediating effect on the usage of the online tax system. The present study adapts perceived ease of use to 
mediate the relationship that exists between online tax system and tax service quality. The hypotheses developed are 
based on the study model. 
H1: There is a direct positive relationship between tax service quality and perceived ease of use. 
H2: There is a direct positive relationship between perceived ease of use and online tax system usage.  
H3: There is a direct positive relationship between tax service quality and online tax system usage. 
H4: There is a significant mediating effect of perceived ease of use on the relationship between online tax system 
usage and tax service quality. 
4. Methodology 
The respondent of this study are the self-employed taxpayers who are using the online tax system in filing their 
income tax return in Nigeria.  The information about this group of respondents were collected through their website 
registration name from corporate affair commission (CAC) and the federal Inland Revenue Service Board (FIRSB) in 
Nigeria. The data were collected through their email from the website. A survey questionnaire using probability 
sampling technique to address the objective was clearly stated on the administered questionnaire. The questions were 
adopted and modified to suit the context of the present study with 5 point Likert scale from (1 strongly disagree to 5 
strongly agree) to evaluate the relationship among the constructs. The questions were grouped under the independent, 
mediator and dependent variables with a total of 21 questions to the self-employed taxpayers as the respondents of 
this study 
4.1. Response rate 
From the 500 questionnaires distributed only 221 was returned. The data received were subjected to data screening 
in order to remove any issue of outliers and missing data.  The basic test for this study was carried out, which include 
the test of normality assumption, homogeneity and linearity of the data The process of data screening indicate that 
there were 15 missing data which was deleted leaving the total usable data to 206. This was followed by the reliability 
test and identification of the component through exploratory factor analysis (EFA). The mediating effect of PEOU 
between the variables was examined by using the structural equation model (SEM) in this study. Table 2 exhibit the 
details. 
                                           Table 1. Response rate 
Total distributed Total received Total deleted Total usable 
500 221 15 206 
4.2. Demographic profile 
The demographic profile of the taxpayers is interpreted in the Table 1 below.  The majority of the respondent 
population are male with a total number of responses of 138 (67%) respondents, while the female respondents are 68 
equivalent to 33%. The age group respondent shows that the majority of the age group is between the age of 31- 
40years with 58.7%. This is followed by the age between 20-30 years, indicating 21.8% of the total population.  The 
age group between 41-50years are 16.5%. The least age group where respondent above 50 years with 2.9% only. On 
the question of education majority of respondent are the graduates with a total response of 82 representing 39.8% of 
the total respondent population. This is followed by the respondent with a diploma certificate which are 57 (27.7%), 
respondent with school leaving certificate of 51 (24.8%). The least number of respondents on the level of education 
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Table 2. Respondent demographic profile 
Variables  Frequency %age 
Gender Male 138 67 
 Female 68 33 
 Total 206 100 
Age 20 -30 years 45 21.8 
 31 – 40 years 121 58.7 
41 – 50 years 34 16.5 
51 years and above 6 2.9 
 Total 206 100 
Level of education School certificate 51 24.8 
 Diploma 57 27.7 
 Graduate 82 39.8 
 Postgraduate 16 7.8 
 Total 206 100 
5. Data Analysis 
5.1. Exploratory factor analysis 
The exploratory factor analysis was conducted to identify the item that is applied to a specific component through 
the principal component analysis. Kaiser-Meyer-Oklin (KMO) and the Bartlett test were used in evaluating the data 
for factor analysis. The test of (KMO) value is 0.936, which exceed the threshold 0.60 (Cerny & Kaiser, 1977). The 
Bertlet’s test of sphericity is significant at (Chi-square = 2980.888,Df = 210 and P= 0.000). This indicates that the 
data is good enough to proceed for the factor analysis. Table 3 exhibit the detail  
    Table 3: KMO ant Bartlett’s test 
Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy 
 .936 
 Approx. Chi-Square 2980.888 
Bartlett's Test of Sphericity Df 210 
 Sig. .000 
 
In doing so, the 21items was subjected to principle component analysis with varimax rotation to check for the 
applicability.  The result indicates that the 21 questions loaded above the 0.50 threshold claimed by Hair et al (2010).  
Hence, the 21 items produced five components with eigenvalue higher than 1 online tax system with eigenvalue of 
(11.067), perceived ease of use  with eigenvalue of (1. 658), responsiveness and reliability with (1.329 and 1.170) and 
informativeness with eigenvalue of (1.102) respectively. The overall variance explained by the five components is 
72.924 %, these exceed the threshold of. 60%, which is appropriate for the data.  
Furthermore, to test for the reliability of the data,  Cronbach alpha is used  as suggested by Hair et al. (2010). The 
test was checked on the 21 items used with the overall Cronbach alpha of 0.953 and standardized estimates 0.949.  
Component reliability was also examined with TSQ, which is measured as a second-order analysis with three 
underlying factors of RES= 0.860, REL = 0.813and INF = 0.873. The reliability value for the mediating variable is 
PEOU= 0.893 and the dependent variable with reliability value  exceed the threshold of  0.70 respectively (Nunnally, 
1978). Hence the result shows that the questionnaire has a very high reliability value Table 2 exhibits the details. 
The mean values of the reliability variable ranged from 5.34 to 5.81, reflecting high levels of agreement from the 
respondent to the variable.  On average the respondent agreed with all the statement in the construct. While from the 
standard deviation there seems to be a fair range of response. Overall the score brackets believe to range from 1.072 
to 1.079. On the variable responsiveness of the system, it shows that the mean values range from 5.22 to 5.59, 
reflecting high levels of agreement from the respondent to the question.  The respondent agreed with all the statement 
in the variable. While from the standard deviation there seems to be a fair the value range from 1.020 to 1.271. The 
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third variable is informativeness with the mean value range between 5.28 to 541 while the standard deviation shows 
a fair value ranging from 1.135 to 1.175. The fourth variable is perceived ease of use with the mean value between 
5.10 to 5.30 reflecting the level of agreement of the respondent to the variable in question, while the standard deviation 
value ranged between 1.150 to 1,191. The last variable is the online tax system usage with the mean value from 5.28 
to 5.41 reflecting high levels of agreement from the respondent to the variable.  The respondent agreed with all the 
statement in the construct. While from the standard deviation there seems to be a fair range of response with the value 
ranging from 1.135 to 1.175.  The table 4 exhibit the details. 
 
Table 4 The Result of the Principle Component Analysis. 
Note: ots = Online tax system usage, inf = informativeness, res= Responsiveness, rel= reliability and peou = perceived ease of use 
5.2. Structural equation model analysis 
Structural Equation modeling (SEM) is defined as the analyzing of a latent variable and the causal modeling based 
on its outcome from the test of parameter estimation for the direct and the indirect relationship that exist between the 
endogenous, exogenous and mediating variables. In figure 1, the maximum likelihood (ML) method of estimation is 
used in order to maximize the obtainable value to predict the applicability of the data. Hence, the hypothesized model 
was analyzed using the structural equation model (SEM) with a total number of is 55variables detaling 22 observed 
variables, 33 unobserved variables, 28 exogenous variables and 27 endogenous variable in the present study. The 
model is based on the multivariate and univariate assumption of normality, which is the preferred method for the study 
because of the mediating variable that exists in the model which is to be examined whether it has a full mediating or 
partial mediating effect on the online tax system. The independent variable's tax service quality (TSQ) with 
responsiveness (res) having four questions, reliability (rel) having three questions and informativeness (inf) having 
four questions as second-order variables. The mediating variable is perceived ease of use with five questions and 
dependent variable with five questions to measure online tax system as depicted on the research model  in figure 1 in 
the discussion section. 
6. Discussion of finding 
In addition, the hypothesis H1 based on the result in figure 1 indicate that there is a direct positive relationship 
between tax service quality and perceived ease of use with a   statistically significant value of .93. These values show 
Component İtems loading @ Mean SD 
 The online tax system saves the time used in filing my tax return          (ots1) .817  4.99 1.548 
 The online tax system has really helped to have accurate information on my tax data       (ots2) .777  5.25 1.213 
 I frequently use the online tax system         (ots3) .746 .891 5.33 1.224 
 The use of online tax system meets my expectation          (ots4) .729  5.00 1.460 
 The online tax system provides service that is exactly what I need     (ots5) .726  5.17 1.236 
 Information contained on the online tax system  is current and timely   (inf1) .809  5.30 1.107 
 Information contained on the online tax system  is accurate and relevant                    (inf2) .733  5.42 1.135 
 Information contained on the online tax system  is in the appropriate format                  (inf3) .721 .873 5.28 1.175 
 Information contained on the online tax system  is easy to understand                     (inf4) .630  5.37 1.152 
 The automated acknowledgement receipt gives taxpayers  prompt service                (res1) .799  5.55 1.133 
 The online tax system service provider is dependable                                            (res2) .774 .860 5.22 1.271 
 The  online tax system responses are appropriate to Taxpayers  requirement         (res3) .758  5.51 1.020 
 The online tax system responds towards taxpayers’ complaints                  (res4) .600  5.59 1.068 
 The online tax system  is available all the time                                        (rel1)  .842  5.81 1.072 
 The online tax system  performance is fast  when used and reliable     (rel2) .805 .813 5.38 1.079 
 The online tax system is reliable  when used                                              (rel3) .595  5.34 1.060 
 I find  online tax system  easy to use in filling my tax return            (peou1) .665  5.30 1.150 
 I find it easy in filing my income tax using online tax system          (peou2) .574  5.20 1.191 
 It is easy to use online tax system in filing my income tax               (peou3) .535 .893 5.10 1.191 
The online tax system is easy, clear and understandable                         (peou4) .531  5.24 1.173 
 I find online tax system application easy to use.                                (peou5) .522  5.18 1.066 
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that one-unit increase in the tax service quality will lead to. 93% increase in the standard deviation of perceived ease 
of use. Hence, the result is in line with the finding of (Hung et al, 2006). Hypothesis H2 was developed on the basis 
that there is a direct positive relationship between perceived ease of use and online tax system with a statistical 
significant value of .61 indicating that a one-unit increase in the ease of use of the innovation will lead to. 61% increase 
in the standard deviation of the online tax system usage. This result is similar to the finding by Ulrike et al,  (2006)  
Hypothesis H3 shows there is significant positive relationship between tax service quality and the usage of the online 
tax system with a significant value of .31 showing that a unit increase in the tax service quality provided by the tax 
authority based on the innovation will lead to. 31% increase in the standard deviation of the online tax system usage. 
On hypothesis H4, perceived ease of use statistically mediates the relationship between online tax system and tax 
service quality with a significant of 3.726 using a Sobel test calculator. Hence, it indicates that perceived ease of use 
has a significant mediating effect on the relationship between online tax system and tax service quality in the context 
of tax service quality evaluation. Based on the finding the relationship between tax service quality, perceived ease of 


















Figure 1:  Conceptual framework 
7. Conclusion 
From the review of literature, there are various factors that influence online tax system. In this study, we discussed 
tax service quality and perceived ease of use mediating effect on the online tax system. The tests of hypotheses were 
developed for the variables indicating their relationship toward the online tax system. In testing the relationship 
through path analysis using structural equation modeling all the variables are statistically significant.  Based on the 
hypothesised model the standard multiple correlations for the responsiveness in this case are independent variable  
The first variable is estimated since tax service quality cannot be directly measured. The result shows that 
responsiveness explains 0.75 % of variance while 0.25 % of the variance is unexplained.  
The second result is the reliability constructs which explain 61 % variance and 39 % of the variance is unexplained. 
The third variable, informativeness constructs to explain 79 % variance and 21 % is unexplained. The result of the 
goodness-of- fit indices of this study show   the   adequacy of   the   hypothesized model   with chi-square value of    
X2 = 290.857, DF =183, the p-value =0.000, Normed chi-square CMINDF= 1.589, CFI =0.961, and RMSEA = 0.054. 
However, all the fit indices items meet the threshold requirement since the values are higher than the suggested 
threshold value indexed by Kline (2010).  
The findings show that the tax service quality is an important determinant for the usage of the online tax system 
that provides relevancy to the tax administration system, especially at the federal Inland Revenue Service Board. The 
application PEOU as a  mediating variable  with an effective service provided by the tax administrator lead to increase 
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in  the usage of the online tax system by the self-employed taxpayers in filing their income tax return. Furthermore, 
there is a significant positive relationship between tax service quality and online tax system. The relationship between 
the tax service quality and perceived ease of use is also statistically significant with the value .93 and perceived ease 
of use have a statistical positive with the online tax system on the significant value .61.  The implication of this study 
is by introducing a new variable perceived ease of use to mediate online tax system shows a significant effect on the 
online tax system usage with value of 1.55 which higher than the suggested minimum threshold of  0.8. Secondly, the 
policy implication of this study is that by providing quality tax service to the taxpayers and the ease of use of the 
system have led to increase in revenue generation with clear effect on the economy.  
The study only concentrates on the electronic aspect of service quality on not the non-electronic because those who 
use the online tax system are the respondent of this study. These results could not be generalized due to the focus of 
a specific group of taxpayers. Therefore, future studies should take into consideration of other types of taxpayers such 
as corporate taxpayers and individual taxpayer’s.  
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